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Good morning ladies and 
gentlemen. I'm Bob Dyer, 


(...title...). 


Today, we’re introducing a new 
telephone system for small 
businesses. But, as you'll 
see, it’s much more than a new 
system -~ it’s a totally new 
concept, a new way of looking 
at the communications needs of 


the smal1 business. 


We believe that the system 
wefre about to show you is 
absolutely the best in the 
world today ~~ bar none. Yes, 
this may sound a little 
presumptuous -- and other 
people have made similar 
claims ~-- but as we pave the 
way for your discovery of our 
new system, I think you will 


understand why we're so proud 
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Of (it. 


14 I am going 
by laying 
I'11 take 
excursion 


the small 


to start our journey 
the groundwork. 
you on a brief 
through the world of 


business: 


[] what communications means 


to the small business 


{] how we found out about the 


communications needs of the 


small business 


[] and how we addressed those 


needs. 


[PAUSE] 


In the beginning there is -~ 


the small 


business. 


2 In our definition, a small 


business emplays fewer than 


100 people and requires more 
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than one telephone line. 
Typically, annual revenues are 
no more than about $25 


million. 


Small businesses primarily 
operate in single-site 
Jocations, coming in a variety 
of shapes and sizes. They 


include: 


{] services ~~ such as legal, 
personnel, printing, medical, 
advertising, insurance, real 


estate, finance, and so on 


(] manufacturing -- everything 
from electronics, to 


dresssmaking, to health foods 


[] and retail ~~ pizza 
parlors, car repair shops, 
garden centers and myriad 


others. 
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4 To these, we add clusters 
of people in large 
organizations that often 
function as if they were in 


fact small businesses, such as 


{] bank branches 
[] schools and colleges 


{1 and government agencies. 


[PAUSE] 


As John Bulloch often reminds 
us, small businesses represent 
@ major force in our economy. 
About 98 percent of all North 
American businesses have less 
than 100 employees. There are 
close to four million small 
businesses in North America 
and more than 420,000 in 
Canada. Last year, small 


businesses collected $240 
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billion in revenue in Canada, 
alone, and they employed 2.2 


million people. 


Small business is important. 
Small business is big 
business. And each small 
business has its own, unique 
communications needs. Small 
business, like big business, 
needs communications systems, 
internally and with the 
outside world, in order to 


survive. 


(PAUSE] 


End of journey. Now, allow me 
to jump back in time. The 
year is 1984. 
Telecommunications technology 
is getting pretty 
sophisticated. Big business 


communications systems are 
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becoming complex, powerful. 
The biggest among the big are 
developing their own networks, 
then hiring telecommunications 
specialists to plan and manage 
the networks. Virtually every 
big business has a 
communications system tailored 


to its specific needs. 


So, where does that leave the 
small business, that all 
important small business? 

We at Northern Telecom took a 
good, hard look at this 
question and set out to find 


the answer. 


11 We began with a simple 


12 


question: What da small 
businesses really need in a 


telephone system? 


We talked with people in a 


13 


14 


35 
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wide range of different 
businesses ~~ from 
construction companies to 
jawyers to plumbers to 
accountants. We listened to 
small business owners and 
employees, across Canada and 


the U.S. 


We handed out thousands of 


guestionaires. 


We held focus groups and 


tatked to hundreds of people. 


Then we compiled all this 


information and analyzed it. 


The process cost us more than 
a million dollars, but it was 
worth it ~-- we found the 


answer. 


Small businesspeople told us 


34 


30 
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their communications needs, in 


this order: 


[] simplicity first, then 
{] system capability 


{] and, finally, price. 


[PAUSE] 


First, they said they want 


simplicity. 


They told us that their 
telephone system must be a 
tool, not a nemesis. Simple, 
not complicated. They told us 
they have better things to do 
than try and remember how to 


use the telephone. 


28 


29 
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The people we talked to said 
that yes, indeed, there are 
lots of buttons on their 
telephone sets, but that their 
problem is figuring out how to 


use them. 


Many sets, for example, 
require you to dial complex 
codes in order to use even 
such simple features as 
forwarding a call to another 


person. 


This is reminiscent of a few 
years back in the computer 
world. The technology was 
fantastic, but the machines 
weren't very user friendly ~~ 
they were frustrating. Until 
one day, the light dawned, and 
today personal computers are 


designed for real people. 


16 


16A 
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Well, in the same way, we at 
Northern Telecom concluded 


that business telephones had 


to be simple ~~ as-a@” simple to . 


use as the old black business 
telephone set used to be a few 
years ago ~~ a few simple 
buttons whose function was 


apparent to everybody, 


On the other hand, our 
research told us that people 
in small business also want a 
Jot of capability in their 
telephone systems ~~ they want 
the same power, flexibility 
and features that are designed 
into telephone systems for big 


businesses. 


People told us that they want 
to make sure that their 
current telephone systems 


would take into account their 


17 
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future business needs ~~ 
because small businesses tend 
to change and to grow even 
more than large businesses. 
They want to make sure that 
their telephone systems would 
handle communications 
requirements that haven't even 


yet been anticipated. 


For example, it wasn't long 
ago that those computers I was 
talking about were a rare 
sisht in small businesses. 
Now it seems they're 
everywhere. Yet, telephone 
systems currently on the 
market completely ignore the 
personal computer ~~ they 
pretend it doesn’t exist ~~ 
even though computers and 
telecommunications these days 
are based on the same 


technology: silicon chips and 


18 


24 
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digital encoding of 


information. 


Other electronic office 
machines, such as high~speed 
printers and facsimile 
machines are also common in 
small business offices. The 
feeling is that the telephone 
system should be designed to 
take full advantage of these 


machines. 


An important aspect of a 
telephone system's capability 


is its flexibility. 


The small business changes and 
grows. To meet the 
communications needs 
associated with this, the 
telephone system should also 


be able to change and grow. 


25 


258 


22 


15 
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For example, just to move a 
telephone from one room to 
another requires a telephone 


installer. 


And it is either complicated 
or costly even to do such 
simple things as adding a 
feature to a telephone set ~~ 
giving it the ability to act 


as an intercom, for example. 


Many systems are so rigidly 
designed that you cannot add 
telephone sets to them as your 
business expands. You have to 
scrap your telephone system 
and buy a new one every time 


you need a few extra lines. 


Capability also encompasse™, 
reliability and quality. Many 
people spoke of the telephone 


system as their life-line to 


24 


19 
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the outside world. It is a 
connection to their customers, 
to their suppliers, to their 


information. 


They told us time and again 
that the telephone system must 
do what it's supposed to do, 


when it's supposed to do it. 


The computer could go down for 
a day and they could live with 
it. But if the telephone 
system didn't work, it was a 


catastrophe. 


This implies quality ~~ 

quality throughout -- in what 
the system does, in how it's 
made, in how it allows people 


to interact with it. 


[PAUSE] 
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So, to get back to the big 
picture, our research gave us 
direction ~- to develop a 
high-quality telephone system 
for the small business that 
delivers simplicity and 


capability. 


But, even with all that 
information, our research was 
still not complete. We also 
needed to know the needs of 
telephone companies, 
interconnect companies. and 
other dealers who buy 
telephone systems from us and 
then distribute them to the 


small businesses. 


These are the people who 
actually sell, install, 
service, and manage the 


systems. 
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Once again, we kept hearing 


the magic word ~- simplicity. 


The telephone system had to be 
simple to install, simple to 
explain to the user, and 


simple to maintain. 


For the distributors, 
simplicity translated into 


time and cost ... 


The more complicated the 
telephone system, the more 
time and cost would be 
required te install], service 


and train. 


This implied a need for good, 
straightforward documentation 
~~ direct, simple instructions 


on how to use the system. 


Then, as with the end-users, 
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the distributors told us they 
insist on reliability-~ the 

system had to keep on working 
and working ~~ te cut down the 


cost of maintenance. 


So, with this information now 
in hand, our research was now 
complete. We knew what our 
customers, and their 
customers, wanted. Now our 
challenge was to take our 
technological abilities and 
use them to meet the needs of 
the small business market in 


the very best way. 


We were proceeding from an 


impressive track record. 


With other, larger systems we 
had proven our ability to 
create open architecture ~~ 


designs that would allow for 
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future expandability. 


Certainly, we knew how to 
design silicon chips ~-- we had 
been making custom designed 


chips for years. 


We know very well the ins and 
outs of digital technology ~~ 
since we were the first in the 
world to use it for a complete 
family of telecommunications 
switching and transmission 


systems. 


j 


i 


And we knew a lotamak ing 
telephones appealing to people 
-~ as long as a generation aga 
we were receiving accolades in 
this area for such innovations 
as the Contempra telephone 


set. 


But, most imporantly, we knew 


6 
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how to deliver quality. We 
had written the book on 
quality for small business 


telephone systems. 


Our Vantage telephone system, 
also for small business, is 
known for its quality ~~ it is 
this country's top-selling 
telephone system in the smal] 


business market. 


In short, we knew we had the 
experience and the technology 
to give small businesses what 


they need. 


So we took our research 
findings to Bell-Northern 
Research and asked them to 
develop a completely new 
telephone system for the small 
business market. 


They, in turn, started by 
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considering the human factors 
that are involved in using a 
phone system ~-- they started 


their quest for simplicity. 


BNR's industrial designer 
worked on form development ~~ 
what would the product look 
like ~~ how would it work? 

And BNR scientists developed a 
new technology core for this 


new system .., 


a technology that would allow 
all the capabilities that 
smali businesses told us they 
need now and will probably 


need in the future. 


We built prototypes, and 
tested them with users. We 
got their feedback. We 
nedified the product again, 


and asked for more feedback. 
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We tried it, we fixed it, and 


we tried it again. 


And we tested it ~~ making 


over 50,000 test calls a day. 


After 100 person years of 
development, and 20 person 
years of verifying and 
testing, we have developed a 
technologically advanced 
telephone system, the best in 
the word. But, in keeping 
with what small businesses 
first told us, we have a 
telephone system, that above 


all delivers 


simplicity. 


[PAUSE] 


It gives me great pleasure to 


introduce the best there is in 


a eo, 
fe rs 
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small business communications 
systems ~- Northern Telecom's 
newest and brightest star -- 


Meridian Norstar. 


